Izak Benbasat and Ronald T. Cenfetelli
Service Quality -"Extent to which a Web site facilitates efficient and effective shopping, purchasing, and delivery" (Zeithaml et al. 2000, p. 11) • User Interface 
Service Quality -"Extent to which a Web site facilitates efficient and effective shopping, purchasing, and delivery" (Zeithaml et al. 2000, p. 11) • Efficiency 
Appendix C Sorting Procedure and Outcomes for Measurement Items
The sorting exercise for measurement items began with the recruitment of five judges for the first round of sorting. Consisting of postgraduate students and faculty members, the judges either were familiar with the topic of e-government or had conducted research in the area of virtual transactions. To reduce fatigue among judges, measurement items for service content functions were separated from those for service delivery dimensions during sorting. Each judge was initially presented with definitions for each of the 16 service content functions and a randomly sorted list of 49 reflective items. The judges were then told to assign each item to one of the functions or to an "ambiguous" category if they were unsure of its placement. Upon completion, an identical procedure was followed to sort another 18 reflective items corresponding to the 6 service delivery dimensions. Average "hit ratios" of 85 percent and 83 percent were attained for the service content functions and delivery dimensions, respectively. Computed Kappas also averaged above 0.80 for both service content functions and delivery dimensions (Cohen 1988) .
Following this initial round of sorting, the judges were interviewed and minor amendments were made to the phrasing of the measurement items. The second round of sorting was conducted with the sole purpose of discerning the performance of the measurement items in a general population. For this reason, six judges were selected from a convenient pool of postgraduate students with e-government transactional experience but not affiliated with the information systems discipline. Again, the judges sorted the items for service content functions separately from those for service delivery. Hit ratios of 80 percent and 83 percent were registered for the service content functions and delivery dimensions, respectively, whereas calculated Kappas yielded values of above 0.78 for both.
A third and final round of sorting was conducted with three other judges (who, again, were unfamiliar with the research topic) whereby measurement items from both service content functions and delivery dimensions were sorted simultaneously. An average hit ratio of 82 percent and a Kappa value of 0.79 were observed, thereby eliminating the probability of cross-loadings among measurement items between service content functions and delivery dimensions. 
Constructs of IT-Mediated Customer Service Functions

Requirements
Needing
Using the website lets me identify the e-government transactions I need to perform. 
Appendix E Test of Nomological Validity
Unlike the six service delivery dimensions that were derived from the systematic categorization of theoretically grounded constructs identified through an extensive literature review, the 16 service content functions were adapted from the CSLC model. Consequently, it is necessary to determine the nomological validity of the service content functions. Nomological validity, as explained by Lewis et al. (2005) , is the capability of a construct to predict relationships between itself and its hypothesized antecedents and consequents (Smith et al. 1996) . Adapting the methodological procedures outlined in Lin et al. (2008) , an online experiment was conducted to verify whether e-government websites containing features corresponding to the 16 service content functions would translate to perceptual differences among citizens when contrasted against websites lacking such features.
To begin, we obtained screenshots from actual e-government websites that exemplify the web-enabled features corresponding to each of the 16 service content functions. We then extracted these specific content functions, while retaining the remaining design of the screenshots, to create artificial sites that reflect the absence of the service content functions. Sixteen pairs of screenshots demonstrating a dichotomy of high versus low service content were thus created. Figures E1 and E2 depict examples of screenshot pairs corresponding to the content functions of accepting and ordering respectively. By creating the comparison sites from existing e-government websites (see Figures E1 and E2) , we purged potential confounds that may emanate from other aspects of web interface designs and informational content that could jeopardize the internal validity of our experiment. To reduce fatigue for experimental participants, the 16 pairs of screenshots were divided into two groups of 10 service content functions each, such that 4 of the functions (i.e., authorizing, ordering, paying, and training) overlapped. To account for sequencing effects, each pair of screenshots was randomly ordered in the experiment; that is, participants might first be presented with screenshots corresponding to the presence of a service content function before being shown screenshots representing its absence, or vice versa. Upon viewing each pair of screenshots, participants were presented with a series of statements measured using nine-point comparative scales 1 (i.e., measurement items for the service content function corresponding to the screenshots) and asked to indicate the extent to which they agree or disagree with these statements. Because these statements were devised to capture citizens' perceptions of the presence of particular service content functions for e-government websites, perceptual differences should arise from participants' evaluation of each pair of contrasting screenshots.
Screenshot Demonstrating Presence of Accepting
Separate pretests were conducted for the two experimental groups. Pretests on samples of 28 (25 percent females and, on average, each respondent having conducted e-government transactions at least once every six months) and 25 (48 percent females and, on average, each respondent having conducted e-government transactions at least once every six months) e-government service users, recruited from a commercialized marketing research panel, did not indicate problems with the treatments (i.e., screenshots) for each experimental group.
For the actual experiment, we elicited the assistance of a commercialized marketing firm to recruit 75 and 76 participants for experimental groups 1 and 2, respectively. The participants were randomly assigned to one of the two groups. Table E1 tabulates the distribution of demographic characteristics across both groups. Paired t-tests performed on both samples revealed no significant differences in demographic distribution (i.e., t (14) = -0.001, p = .99). Unwilling to disclose 6 8.00% 6 7.89%
1 We opted for a nine-point comparative scale (1 being "Website A is much better" to 9 being "Website B is much better") to ensure that the scale contains the minimum of five options for each side of the spectrum with the middle option acting as the neutral (or pivot) point.
Two-tailed t-tests 2 were conducted on each screenshot pair to determine whether perceptual differences arose from viewing pairs of contrasting screenshots corresponding to the 16 service content functions; results are summarized in Table E2 . As can be inferred from Table E2 , the first group of experimental participants was presented with screenshot pairs that correspond to 10 service content functions (i.e., accepting, authorizing, customizing, evaluating, needing, ordering, paying, scheduling, tracking, and training) and they were able distinguish the screenshot featuring the service content function of interest from that without the corresponding service content function. The same can be said for the second group of participants who were exposed to the screenshots featuring both the presence and absence of each of the ten service content functions (i.e., authorizing, delegating, monitoring, negotiating, ordering, paying, sourcing, training, trying, and upgrading) (see Table  E2 ). Furthermore, intergroup comparisons reveal no statistically significant differences in how participants reacted to the same pair of contrasting screenshots for the service content functions of authorizing, ordering, paying and training, regardless of whether they were in group 1 or 2 (see Table E2 ). This validates the nomological validity of our measurement items for the 16 service content functions. 
